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Abstract 
This work is a contribution to the continuous improvement of quality in higher education. After giving an overview of the 
evaluation system, it was considered appropriate to define the concept of quality and explain its principles in the management 
and administration of total quality. The paper deals also about the pedagogical quality in general and specifically in higher 
education, and some methods are presented, to be used in education to have a good quality. Based on the survey, and results 
from questionnaires distributed to some teachers and students of the Faculty of Technology, University of Tlemcen, we have 
proposed some recommendations in order to help improve the service provided. 
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1. Introduction 
The quality management enables any organization that adopts it for its operation to satisfy its customers, to 
have a competitive advantage, and to preserve its continuity [1]. In the production sector or the service, TQM is 
installed by force of economic competition to meet the demands of a growing changing.  
At a time when most colleges and universities around the world rely on specialization, learning, development 
of internationalization and strengthening ties with the company, opting for excellence and helping students to 
materialize their project are also a great challenge to these facilities [2]. Permanent and rapid evolution of 
techniques and technologies, tools, regulations, etc. impose to meet the challenge of quality in higher education. 
The business world is changing; the programs offered in universities should also evolve. We must anticipate 
the needs of business, be innovative, and better target gaps in skills to fill to ensure a carrier future. 
Algerian universities must raise the question of quality as a key issue and start thinking about changing the 
traditional methods, "in many of our universities, we, unfortunately, still practice today an education as it was 
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conceived last century: the student memorizes what the professor said, while his criticism and his own 
intelligence are as dormant" [1]. 
With this in mind, some questions are worth asking and require reflection, some of them are as follow: 
 
 
Do the trainings offered at universities meet our needs? The methods applied in higher education to learn new 
skills are they feasible? Is there an actual thinking to implement a project to improve the quality of higher 
education? Do the course objectives meet perfectly the expectations of businesses? [3] 
To try to answer these questions and to many others, we chose to focus our study on the faculty of 
Technology of the University of Tlemcen, Algeria. 
The aim of this work is to make an attempt to assess the mode of quality management at the Faculty of 
Technology using a simple method which is that of the survey. Two types of questionnaires were developed, one 
for students and the other for teachers. The type of evaluation focuses primarily on the pedagogical side in the 
aim of showing the link between the new LMD system and the quality process [4]. Analysis of the obtained 
results, after processing of the questionnaires, enables us to make recommendations as to improve pedagogical 
quality in our faculty and outline an approach of implementation of TQM to improve the functioning and address 
deficiencies in management in higher education. 
2. Quality and higher education 
Logic competence today is designed as an essential lever for institutions to economical, technological and 
social changing. Therefore, competitiveness cannot be sustained only if the institution requires a commitment to 
the development of "intellectual capital" to maintain a competitive advantage.  
It is in the convergence of mutual interests of the institution (the university is a special institution) and employees 
(teachers, administrators, employees...) that the concept of professionalization programs becomes important [5]. 
It is precisely through the establishment of a staff evaluation system that we can successfully integrate two 
categories of needs which, though different, are not radically opposed: those of the individual and those of the 
university. [6]  
The evaluation system is still a largely unfinished project [7]. Nevertheless, the reflections on the performance 
and its measurement are important in improving quality.  
The quality concept has evolved from a simple measure of the intrinsic conformity of products to measure 
variations in the whole quality system with continuous process improvement [2]. Therefore, the standards that 
characterize the quality systems have become independent of the types of activity of organizations, which made 
the notion of quality applicable to all areas and especially that which concerns us here: the higher education [8].  
In a knowledge society, higher education is at the heart of diversified demands: research more advanced, 
training that meets the expectations of society and opens real perspectives for a large majority of students, the 
task of enhancing Research (University-Enterprises Dialogue), citizens' demands posed by socio-technical 
challenges (research-society dialogue).  
In a systemic approach, we can say that the quality of higher education is a multidimensional concept which 
should embrace all its functions and activities: teaching and programs, research, staff, students, infrastructure and 
services to the community and university world. 
The need for improving the quality of higher education does not only affect students but also teachers, 
managers, employers, the institution and finally all components of the system "higher education".  
The study of the quality of all these parameters will lead us inevitably to much longer and complex work. We 
then limited our study to a single factor that we believe is the most important: the pedagogy.  
Pedagogy is a multifaceted concept and has various meanings, where all pedagogical questions refer to 
didactical questions (communication of knowledge). It questions the nature of knowledge to be transmitted and 
the methods it should use.  
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Pedagogical quality is referred mainly to provide the best possible education to students who, following 
graduation will have to assume huge responsibilities in their professional circles [9]. Institutional evaluation in 
universities is used to improve all components of their mission.  
A rigorous evaluation allows universities to identify their main strengths and weaknesses, find ways to address 
their weaknesses and always improve. In the pedagogical field there can be several types of assessment 
essentially for the student and teacher. [10] 
2.1. Students assessment 
 The selection is a terminal procedure, at the end of a course or training. 
 The orientation is conducted by a board of teachers and specialists, with the participation of the student, to 
focus, at some point of its course, on the desirable policy changes. 
 The control is an operation carried out by teachers on students to check the gains. 
2.2. Teachers assessment 
The educational assessment of teachers is the responsibility of inspectors, who perform them once every 5 to 
10 years. 
Observe what teachers do daily in real situations in the classroom, through a number of practices to identify 
methods for validating skills in trying to develop a true professionalism in the classroom. 
3. Quality approach 
Higher education, like any system, is actually more concerned with the current concept of quality that is 
sought primarily through the principle of continuous assessment throughout the lifecycle of the system. The 
objective of the evaluation is to determine, using a combination of activity prediction, analysis and measurement, 
the true characteristics of the system to ensure that the system is succeeding in its mission [11]. 
Thus, for a continuous improvement in results and performance, it requires a set of guidelines for 
consideration and implementation of the policy and objective qualities. The choice of a quality approach is 
imposed when the aim is to ensure the quality assurance of the product and at the same time to increase customer 
satisfaction. 
The approach we propose in our study is not a revolutionary method but a logic, dynamic and a mechanism to 
implement [9]. 
This method is based on five important steps (Figure 1): 
 
 
 
 
 
 
 
 
 
 
 
 
 
Fig.1. Quality approach for improving the quality 
 
279 Abdellatif Megnounif et al. /  Procedia - Social and Behavioral Sciences  102 ( 2013 )  276 – 287 
 
 
 
 Data collection whose purpose is to obtain an image of the existing collecting relevant information 
which will be followed by decisions to make. 
 Establishment of needs from the synthesis of the data. 
 Planning objectives by establishing a specific plan consisting of a set of goals that can make 
improvements in the quality system. 
 The implementation of quality system which generally includes user training on the content of 
documents and training in the workplace. 
 Verification of the implementation of quality system that must be performed in nine (09) and twelve 
(12) months after the implementation of the quality plan. This is a critical review needs to make an 
assessment according to a precise analysis procedure. 
4. Case study: Quality in the faculty of technology of Tlemcen 
The proposed quality approach has been adopted for the case study of the Faculty of Technology, University 
of Tlemcen [9].  
4.1. Data collection 
Data collection was done using the principle of closed questionnaire, which is an easy tool to use and operate. 
Two types of questionnaires were prepared and handed; one to students and the other to teachers. 
The sought information to know the management style of the faculty and see its interaction with the concepts 
of quality are given in Table (1) as follows: 
 
Table 1. Particular features of the proposed questionnaires 
 
Questionnaire for teachers (33 questions) Questionnaire for students (37 questions) 
Relationship between teacher and the administration Relationship between student and the administration 
Schedule Course content 
Quality of the program taught Course presentation 
Competence of teachers Assessment of the learner 
Teaching materials Additional works 
Work environment Schedule 
Relationship between teacher and students Teaching materials 
Image of the faculty Image of the faculty 
 
 
These questionnaires were distributed and filled by 38 teachers and 130 students respectively. Once collected 
the different questionnaires, a counting was made to analyze the results. The different percentages of responses 
are shown in the following graphs: 
 
 Student. 
 
 Relationship between the student and the administration. Do the students know when and how to 
contact the administrators for their problems and issues? 
 Course content. Does the teaching program correspond to your professional project? 
 Course presentation. Does the rate of the course allow you to understand the essence of course? 
 Assessment of the learner. Do the comments and remarks provided by the teacher promote your 
progress and learning? 
 Additional works. Are additional works useful? 
 Schedule. Do teachers respect the hours of the schedule? 
 Teaching materials. Are the teaching materials (handout, PC, libraries, Internet) at your disposal 
satisfactory? 
280   Abdellatif Megnounif et al. /  Procedia - Social and Behavioral Sciences  102 ( 2013 )  276 – 287 
 
 
 
 Image of the faculty. What image would you give to your faculty? 
 
 Teacher. 
 Relationship between the teacher and the administration. Is there a coherent and transparent system 
for assessing the activity of teachers? 
 Quality of the program taught. Do you set goals in advance for the course taught? 
 Competence of teachers. Is it easy to apply information and techniques newly acquired in teaching? 
 Schedule. Do students respect the hours of schedule? 
 Teaching materials. Are the teaching materials easily accessible? 
 Work environment. Is the work environment motivating? 
 Relationship between teacher and students. Do you have any contact with students outside the course 
session? 
 Image of the faculty. What image would you give to your faculty? 
 
 
 
 
 
 
 
 
 
 
 
Fig. 2. Results of question 1.    Fig. 3. Results of question 2 
 
 
 
 
 
 
 
 
 
 
Fig.4. Results of question 3.    Fig. 5. Results of question 4 
 
 
 
 
 
 
 
 
 
Fig.6. Results of question 5.   Fig. 7. Results of question 6 
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Fig. 8. Results of question 7.    Fig. 9. Results of question 8 
 
 
 
 
 
 
 
 
 
 
 
Fig. 10. Results of question 1.   Fig. 11. Results of question 2 
 
 
 
 
 
 
 
 
 
 
Fig.12. Results of question 3.   Fig.13. Results of question 4 
 
 
 
 
 
 
 
 
 
 
Fig. 14. Results of question 5.   Fig. 15. Results of question 6 
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Fig. 16. Results of question 7.   Fig. 17. Results of question 8 
 
4.2. Needs establishment 
From the different responses to the 02 questionnaires, we propose to summarize the results in order to provide 
solutions to issues, judged negative by respondents. In summary, the list of significant points is as follows: 
 The positive points for teachers 
o Teachers know how and when to contact the administration for their problems. 
o Teachers establish objectives for the course taught. 
o Most of the teachers have a teaching experience of 5 to 10 years 
o The majority of teachers  
o Good communication between the student and teacher outside the classroom. 
 
 The negative points for teachers 
o Absence of coherent and transparent system assessment and reward. 
o A demotivating work environment. 
o The difficulty in applying newly acquired information and techniques in teaching. 
 The positive points for students 
o The comments and observations of teachers promote  
o Students  
o Teaching materials are used appropriately. 
o  
 The negative points for students 
o Poor communication between students and administration and a lack of access to relevant information. 
o Poor presentation and conduct of course. 
o Lack of material resources available to learners. 
o Lack of access to the library and the inadequacy of bibliographic means. 
o Lack of effective communication between faculty and enterprises reflecting the divergence between the 
program taught and professional life 
 The needs 
From this summary of the results obtained from the questionnaires, the main needs are as follows: 
o Effective administration. 
o Coherent evaluation system for teachers. 
o Competent teacher. 
o Effective library. 
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o Availability of teaching materials. 
o Strengthening university-industry relationship. 
4.3. Planning by objectives 
4.3.1. Effective administration 
4.3.1.1. Reception development 
The welcome includes staff at the reception, management administration services must invest, first, in training 
its officers in the techniques of welcoming, to improve their ability to provide students with an attentive 
welcome. 
4.3.1.2. Use the information and communication technology (ICT) 
The ICT reduces the processing time records of the student and also admit users to participate via e-mail to the 
evolution of technical services in sending their comments and suggestions. 
4.3.1.3. Establish a service for transversal skill for student 
The faculty should emphasize in their training offerings, the transversal skills to be acquired by students, both 
in the field of language and computer. 
 
Learn mastered and certified languages. 
The main objective here is to promote and encourage international mobility by providing language training 
for all but also to provide additional language based on scientific specializations. 
Our faculty must be able to offer students multiple opportunities for language certification. Why the faculty will 
develop a coordination cell of the various language centers and make a priority of the integration of certification 
in the coming Bachelor and Master programs. 
The C2i: Learn computer for all. 
The C2i (IT and Internet Certificate) must be offered for all students of Bachelor (License). It becomes 
essential in the professional integration of students. 
In 5 years, the faculty must allow any student to obtain the C2i during the Bachelor, and provide the C2i level 2, 
(business oriented), master. 
4.3.2. Coherent evaluation system 
Establish a service guided by inspectors with a great experience in the field of education that allows 
evaluating, monitoring and observing the activity and effectiveness of the pedagogical action, which carry every 
5 to 10 years. This procedure will reward teachers who do their work with quality. 
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4.3.3. Teachers competence 
4.3.3.1. Mandatory continuous training 
All teachers need ongoing training throughout their working lives. Initial training needs to be updated during 
the career knowledge and professions with particularly important consequences for professional courses. 
Continuous training is recognized as a fundamental component of the teaching profession. 
The establishment of a unique service training in our faculty will respond in an effective and efficient manner, 
to the academic mission of training throughout life, responding to a demand from institutional and economical 
environment. 
4.3.3.2. Best teaching practice 
Teacher training, which should provide best practices, needs to feed on search results. To acquire "best 
teaching practices", it is essential to give young teachers specific guides, efficient know-how in daily action: we 
must show them what "works" and what "does not work", as many markers that will allow them to use the best of 
their pedagogical freedom, which are examples and recommendations, not requirements on standardizing 
practices. 
4.3.4. Effective library 
Progress must be made to promote the opening of a greater share of documents in free access, by setting up a 
digital library. 
4.3.4.1. Produce and promote a common digital heritage 
All teaching materials (handouts, commented cases), will be online and accessible to students involved and if 
possible to a larger community. 
4.3.4.2. Encourage and assist staff and services 
The creation and maintenance of a common digital heritage impose encouragement, training and support staff. 
4.3.5. \ Availability of teaching materials 
4.3.5.1. Establish a resource center for teachers 
A space is provided in the heart of educational services of the faculty to install collection equipment of the 
Resource Center and receive all teachers five days a week. 
A manager is responsible to computerize the loan, identify borrowers, generate lists of delays, determine the 
availability of equipment, produce statistics and make an inventory. 
4.3.6. Strengthening university-industry relationship 
4.3.6.1. Allow students to access traineeship consistent with their professional way and in line with the 
economical environment 
Within the faculty, traineeships, in Master and Professional Bachelor are operational with education leaders 
dedicated to each training. The joint traineeship and university training and enhancement of training must be 
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improved, which implies the establishment of common tools shared (communication, framework agreement 
written in several languages, tools for capturing, managing and tracking placements). 
To these ends, the faculty must create a joint coordination cell management of traineeships. Decentralized 
services will be maintained at the various sites for welcoming students, teachers and partners in the business 
world. 
4.3.6.2. Follow the employability 
The Faculty of Technology must have facilities dedicated to investigating the employability of students 
through the implementation of an "Observatory of Student Life" responsible for conducting investigations and 
general conditions of student life. Figure 18 shows a flow chart that we made to better visualize the goals. 
This plan illustrates a set of solutions to the negative aspects encountered in the interpretation of survey 
results. 
4.4. Implementation of quality system 
Total quality launch official day: Symbolically very important moment, it is the "kick off" where all teachers, 
students and administration employees are invited. The direction presents its Total Quality Plan. 
This implementation includes: 
 A user training on document content 
 Training in the workplace 
4.5. Verification of the implementation of quality system 
This step which takes place between nine and twelve months after the implementation of the Quality Plan is a 
critical review of needs to make an assessment according to a precise analysis procedure to compare what is 
achieved with the one provided for defining the differences and taking the necessary reactions by the 
management team (figure 18). 
 
 
 
 
 
 
 
 
 
 
 
 
 
Fig. 18. Verification process of quality plan 
5. Conclusion 
It is obvious that the development of a quality plan needs first the involvement, at the university, of the total 
quality training, allowing all parties involved to reach an awareness of the need for involvement to change. That's 
what we tried to do through the survey that we conducted at the Faculty of Technology, University of Tlemcen. 
The objective was to sensitize students and teachers on the importance of quality in the university and to show all 
 
Verification 
Expected results Quality Plan 
Differences: Why? 
Reaction 
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system stakeholders the importance of establishing a system of continuous assessment that reflects the state of 
higher education which can be done every 5 or 10 years. 
Listening to students and teachers can also assess their goals, their expectations, commitments and motivations. 
Such a diagnosis on the future student facilitates better the continuous assessment with a real scenario. 
Such a request cannot be achieved without the effective involvement of all stakeholders. Collaboration and 
good communication not only between different departments of the university but also between universities and 
businesses can facilitate the implementation of a quality approach. 
Thus, from the survey we conducted in our Faculty of technology, we found that an effort is to deploy from the 
universities to achieve satisfaction of their main customers namely, students and teachers. 
Finally, we hope that the modest plan of quality that we proposed gives some solutions to quality problems 
encountered at the Faculty of Technology. This plan allows the development of improvements in the 
administration and its services to students, the assessment system of teachers, teacher competence, library and 
teaching materials. 
To conclude, we say that this work is an introduction to the problem of evaluation in the Algerian University. 
Nevertheless, it may provide a basis for future work in this area to establish a clear and simple approach for the 
implementation of TQM. 
 
 
 
 
 
 
 
 
     
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
  
 
Fig.19. Plan by objective for quality improvement at the Faculty of Technology 
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